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1.Configure chat for Agent Workspace so that agents can interact with their 
customers. 

From a chat, agents can: Options are: 

A. Escalate the chat to virtual agent 

B. Create a record, such as an incident or a case 

C. Escalate the chat to another agent 

D. Respond to questions 

Answer: A,B,C,D 


2.Why does the implementation team need to deliver core functionality to the 
customer as quickly as possible? 

A. To expand the technical reach ey 

B. To facilitate the requirement gathering during the workshops Ka 


C. To complete any complex customizations early enough Ra 
D. To realize near-term ROI (Return on Investment) A 
Answer: D Sd 
Ro 
Kai 
3.What should be part of the pre-engagement colighral” 
A. Frequently Asked Questions (FAQ) Pa 
B. Scoping Guide x 
C. Customer Service roles template ro 
D. Stock Keeping Unit (SKU) and pricing sheet 
Answer: B a 
Explanation: Ca 


Reference: https://www. serviogfiow. com/content/dam/servicenow-assets/public/en- 
us/doc-type/data- ‘sheet/dssint. paf (2) 


FO 
© 


4.What does the Agént Whisper function do? 

A. Lets agents agd chat supervisors have a conversation without the requester 
knowing 

B. Lets the chat supervisors have a conversation with the requester without the agent 
knowing 

C. Lets agents have chat conversations with other agents without the requester 
knowing 

D. Lets agents and requesters have a conversation without the chat supervisor 
knowing 

Answer: A 

Explanation: 

Reference: https://docs.servicenow.com/bundle/rome-servicenow- 
platform/page/administer/workspace/concept/agent-whisper-overview.html 


5.Predictive Intelligence improves triage quality by eliminating the guesswork. 
Predictive Intelligence supports which of the following decisions? (Choose two.) 
A. Case Escalation 

B. Case State 

C. Case Categorization 

D. Case Prioritization 

Answer: C,D 

Explanation: 

Reference: https://www.servicenow.com/products/predictive-intelligence.html 


6.Special handling notes property: Width of the Special Handling Ng pop-up 
window in pixels, default 500 px. 
A. sn_shn.max_num_alerts A 
B. sn_shn.note_preferences Sd 

C. sn_shn.popup_width „o£ 
Answer: C s 


7.Entitlements specify the level of service provided to customers. 


A. False Ś 


B. True E 
c 
Answer: B < 
. Cà 
Explanation: < 
Reference: https://docs. servicefiow. com/bundle/orlando-customer-service-manageme 
nt/page/product/customer- -setvice- 


management/concept/c _SontractsAndEntitlements. html 
ou 

ca 
8.If the CSM Degid Data Plugin has been installed what are two options either of 
which will prepare that instance to be used as part of the release path to production? 
(Choose two.) 
A. Zboot the instance 
B. Disable the Case Interceptor 
C. Remove the Demo Data via a HI Request 
D. Clone back to this instance from a valid instance 
Answer: C,D 


9.ACME corporation wants to use ServiceNow CSM for supporting their customers 
through Twitter. 


What CSM entity would you recommend ACME to store the customer’s Twitter profile 
details? 

A. Account 

B. Not supported 
C. Consumer 

D. Social Profile 
E. Personnel File 
Answer: D 


10.What are common types of application record data that are imported during a CSM 
data migration? (Choose two.) 


A. Knowledge Article Ss 

K 
B. Accounts a 
C. Chat Ra 
D. Case A 
Answer: B,D o 

Rou 
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11.Read the use case below to determine if the cugtdmer service relationship is B2B 
or B2C. eo 

Mary Contrary experiences a power outage aÉ. call the electrical company. The 
agent determines the outage is local to theĉustomer and scheduled a technician to 


Mary’s house. E 
A. B2C Pei 
B. B2B o 
Answer: A A 
oa 
FO 


12.lf only one user repsits a content for moderation, the content will be hidden. 
A. True a> 
© 
B. False Ka 
Answer:B ® 
Explanation: 
Reference: https://docs.servicenow.com/bundle/orlando-customer-service- 
management/page/product/customer-communities/task/approve-reject-content.html 


13.Configuration items (Cls) are entities that capture the individual configurations for 
each product sold to the customer Cls are stored in the configuration management 
database (CMDB). Assets are specific product instances that are supported for a 
customer. 

Which of the following statements is correct for Cls and assets? 


A. The contract and entitlements of an asset dictate whether or not it is stored in the 
CMDB 

B. The CMDB only tracks Cls, assets cannot be Cls 

C. While the CMDB may track some assets as configuration items (Cls) not ALL 
assets are Cls 

D. The CMDB tracks all assets as configuration items (Cls) 

Answer: C 


14.Which of the following roles cannot update a consumer’s record? 
A. sn_customerservice_agent 
B. sn_customerservice_manager 


C. sn_customerservice.consumer_agent Ss 
D. admin Ka 
Answer: A Ra 
Explanation: A 


Reference: https://docs.servicenow.com/bundle/orlando- -cystomer- service-manageme 
nt/page/product/customer-service- management/task/create- a-consumer-record.html 
c 
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15.Who can create a customer service case frogta a community discussion? (Choose 
two.) x 
A. Customer service agent (sn_customergefvice_agent) 
B. Proxy case creator (sn_ customerservite.proxy_case_creator) 
C. Partner (sn_customerservice. partaér r) 
D. Case Viewer (sn _customersevwite. case_viewer) 
Answer: A,B e 
Explanation: & 
Reference: https://docs. geivicenow. .com/bundle/paris-customer-service-management/ 
page/product/customercommunities/concept/case- management-integration.html 
e 
y? 
16.HOTSPOT “* 
Match the definitions for roles relationships. 


Answer Area 


A customer account, a partner 
account, or both. 


A supported external customer 
that, sells and supports one or [Partner 
more customers. 


A member of an account. 


A person who purchases goods WwW 
and services for personal use. | 


Answer: 


Answer Area 


A customer account, a partner 
account, or both. 
Contact 


Consumer 


A supported external customer 
that, sells and supports one or 
more customers. 


A member of an account. 


A person who purchases goods 
and services for personal use. | B 


17.What is the purpose of the Guided Decisions capability? 
A. Provide agents with an escalation guide 

B. Guide agents through account management 

C. Dynamically guide agents to help resolve complex cases 


D. Provide agents with a knowledge guide 

Answer: C 

Explanation: 

Reference: https://docs.servicenow.com/bundle/rome-customer-service-management/ 
page/product/customer-service-management/concept/guided-decisions.html 


18.From a security perspective, scoping brings several benefits: (Choose two.) 

A. Improves instance security by limiting accessibility to other applications on the 
instance 

B. Provides CSM teams the autonomy and control needed to configure and manage 
the CSM application, but not the CSM Service Portals 

C. IT can manage and control the pace of the CSM teams because dependencies 


have been put in place Ka 
D. The scope holds the records and acts as a container for the desired Customer 
Service Management Applications A 
Answer: B,D Sd 
Ro 
o 


oe 
19.Which of the following is a condition for matching fules? 
A. Agent domain eo 
B. Assignment ~ 
C. Switching so 
D. Specific case attributes 
Answer: B Ss 
Explanation: < 
Reference: https://docs. servicefiow. com/bundle/orlando-customer-service-manageme 
nt/page/product/customer- -seWVice- management/concept/case-assignment-matching- 


rules.html FO 


+O 
ca 

20.Which of the {flowing roles can update a consumer's record? (Choose two.) 

A. Consumer Support Agent {sn_customerservice.consumer_agent) 

B. Customer Service Manager (sn_customerservice_manager) 

C. Customer Service Agent (sn_customerservice_agent) 

D. Customer (sn_customerservice.customer) 


Answer: A,D 


21.What one of the following is optional when creating a Catalog workflow? 
A. Publishing the workflow 

B. Defining workflow activities 

C. Approving the workflow 


D. Managing workflow versions 

Answer: D 

Explanation: 

Reference: https://docs.servicenow.com/bundle/orlando-servicenow- 
platform/page/administer/workflowadministration/task/t_CrtWkflwNewSvcCtlgltm.html 


22.ln the 'Action Status' column on a case list what could a red indicator dot mean? 
(Choose two.) 

A. Blocked by approval 

B. Blocked by case task 

C. Blocked internally and by customer 

D. Blocked by internally > 

Answer: A,B Ko 


23.Which application must be activated to enable customegso check in on-line for 
future appointments? 

A. Business Location < 
B. Walk-Up Experience 

C. Field Service Management 
D. Service Organization x 
Answer: B oŭ 
Explanation: Pa 
Reference: https://docs. servicenow,gdin/bundle/rome- -customer-service-management/ 
page/product/customer-service- management/task/csm- walkup-enable-appt- 


booking.html fe 
eo 


K 


o 


24.In the Customer Service Management space what defines the term asset? 
A. A physical item a> 

B. A specific progtic instance supported for a customer 

C. A product that a company supports 

D. A resource that allows a business service 

Answer: B 


25.Is the Customer Service Social Integration plugin (com.sn_cs_ social) activated as 
part of the Customer Service Management plugin? 

A. Maybe 

B. No 

C. Yes 

D. | don't know 


Answer: C 


26.Special Handling Notes can apply to which one of the following based on specific 
attributes? 

A. Domain 

B. Contact 

C. Holiday 

D. VIP 

Answer: B 


27.How many outbound email accounts are supported in Customer Sevice 
Management? Ka 
A. One IN 
B. Unlimited ss 

O 
C. Two Š 
D. One per business service Rol 
Answer: A ae 
Explanation: : 
Reference: https://community.servicenow. com/gefnmunity ?id= community_question&s 
ys_id=8c8a948f1bce3cc50ada243f6fe4bcba4 ə” 


b 


aS 
of 
28.HOTSPOT S 
Match the business rule to its fungetion i in the Self-Service Portal. 
2 
of 
mY 
Pa 
o 
È 


Answer Area 


After registration request submittal, shows 
info message to user 


Shows message to remind users to enter a 
correct registration code 


Validates registration code and assigns 
account based on the registration code 


Checks if the registration is valid based on 
the user's email address 


Answer: RS 


Display rule 
Display request message 


validate_registration 
Update account based on reg 


Display rule 
Display request message 
validate_registration 


Display request message 
validate_registration 


Display request message 
validate_registration 


After registration request submittal, shows 
info message to user 


Shows message to remind users to enter a 
correct registration code 


Display maeme message 


validate_registration 

Update account based on reg 
Validates registration code and assigns 
account based on the registration code Display rule 

Display request message 

validate i mahal 


Checks if the registration is valid based on 
the user's email address 


y 


o 
29.Upon self-registration through the Consumer Service Portal, a record is created in: 
(Choose two.) $ 
A. Contact (customer_ coptact) 
B. Consumer User ( (can consumer-user) 
C. Consumer (a inal 
D. CSM User ( (cgi user) 
Answer: B,C < 


30.What are the Forum User Types? (Choose three.) 
A. Admin 

B. Registered 

C. Public 

D. Custom 

E. Moderator 

Answer: B,C,E 

Explanation: 


Reference: https://docs.servicenow.com/bundle/orlando-customer-service-manageme 
nt/page/product/customer-communities/concept/communities-permissions. html 


31.What’s the purpose of the Deactivate Special Handling Notes Scheduled Job? 

A. Runs at the end of the month and deactivates all Special Handling notes more than 
30 days old 

B. Runs weekly and must have the Active checkbox unchecked in order for Special 
Handling notes to be deleted by the end of the week 

C. Runs on demand by the System Admin who must set specific weekly schedules 
and set only those that are priority 1-critical to be deactivated 

D. Runs daily at midnight, checks all active alerts and sets the status to Expired for 


those that have reached their expiration dates e 
Answer: D Ka 
Explanation: Ro 


Reference: https://docs.servicenow.com/bundle/rome-customefservice-management/ 
page/product/customer-service-management/concept/c_OécreenAlerts.html 


Ka 
32.Partner admin contacts have access to the datasof both their partner accounts and 
customer accounts. Pa 
A. True xv 
B. False Š 
Answer: A E 
Explanation: > 


<$ 
Reference: https://docs.servicen “com/bundle/orlando-customer-service-manageme 
nt/page/product/customer-serée- 
management/reference/r_RofesinstalledWithCustomerService.htm| 

(o) 
33.From what place$‘in SN can an agent create a case? (Choose three.) 
A. Customer Service Application 
B. Contact 
C. Account 
D. Chat 
Answer: A,C,D 
Explanation: 
Agents can create a case from the Customer Service Application, Account, and Chat. 
While cases are related to Contacts, they cannot be created directly from the Contact 
record. 


34.Information about a customer’s service contract is found in Knowledge. 


A. False 

B. True 

Answer: A 

Explanation: 

Reference: https://docs.servicenow.com/bundle/orlando-customer-service-manageme 
nt/page/product/customer-service- 
management/concept/c_ContractsAndEntitlements.html 


35.Which of the following statements is correct when the 'Contact Local Time’ field is 
enabled in a case form? 
A. The field is not based of the customers profile time zone 


B. The field is active in the base form Ss 
C. The field is always based on the system time zone Ka 
D. Agents can use the field to identify if it is the right time to contaét customer 
Answer: D A 
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